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ABSTRACT 
 
Service recovery has been an important issue due to broader social and economic 
context that shows greater demand for health, care and support which conclude that 
it is critical to study the health care services. Predicting that factors such as top 
management leadership, teamwork, empowerment, training and commitment is 
critical to be understood because all this factors will affect the motivation and 
attitude of employees toward service recovery. Furthermore, employee is the only 
source of sustainable competitive advantage to organisations. Nursing staffs are the 
one who have variety of jobs to perform and need to juggle with many jobs at many 
place in the medical profession. Hence, there is no doubt that failure in their service 
might occur and service recovery is very crucial to make sure that nurses will 
perform better in service recovery. This study therefore aims to determine the factors 
influencing service recovery among public nurses.  Nurse from public hospitals from 
various hospitals in Seberang Perai Utara, Pulau Pinang were chosen as respondents 
for this study. A total number of 400 questionnaires are distributed to respondents 
using simple random sampling method. Only 368 questionnaires were returned and 
being used for analysis. The results of correlation analysis and regression analysis 
both have shown that three independent variables (empowerment, training and 
commitment) have significant relationship and influenced towards service recovery. 
In conclusion, the finding in this study shows that nurse’s commitment is the most 
critical factors in service recovery. 
 
Keywords: Service Recovery, Top Management Leadership, Teamwork, 
Empowerment, Training, and Commitment 
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ABSTRAK 
 
Pemulihan perkhidmatan telah menjadi isu penting kerana konteks sosial dan 
ekonomi yang lebih luas menunjukkan permintaan yang lebih tinggi untuk kesihatan, 
penjagaan dan sokongan dan menyimpulkan bahawa adalah penting untuk mengkaji 
perkhidmatan penjagaan kesihatan. Faktor seperti kepimpinan pengurusan puncak, 
kerja berpasukan, pemberdayaan, latihan dan komitmen diramalkan penting untuk 
difahami kerana semua faktor ini akan mempengaruhi motivasi dan sikap pekerja 
terhadap pemulihan perkhidmatan. Selain itu, pekerja adalah satu-satunya sumber 
kelebihan daya saing yang mampan untuk organisasi. Kakitangan kejururawatan 
adalah orang yang mempunyai pelbagai tugasan untuk dilaksanakan dan perlu 
menyesuaikan diri dengan banyak tugasan di pelbagai bahagian dalam profesion 
perubatan. Oleh itu, tidak ada keraguan bahawa kegagalan dalam perkhidmatan 
mungkin berlaku dan pemulihan perkhidmatan sangat penting untuk memastikan 
bahawa jururawat akan melakukan yang lebih baik dalam pemulihan perkhidmatan 
pada masa akan datang. Kajian ini bertujuan untuk menentukan faktor-faktor yang 
mempengaruhi pemulihan perkhidmatan di kalangan jururawat awam. Jururawat dari 
hospital-hospital awam dari pelbagai hospital di Seberang Perai Utara, Pulau Pinang 
dipilih sebagai responden untuk kajian ini. Sejumlah 400 soal selidik diedarkan 
kepada responden menggunakan kaedah persampelan mudah rawak. Hanya 368 soal 
selidik dikembalikan dan digunakan untuk analisis. Hasil analisis korelasi dan 
analisis regresi kedua-duanya telah menunjukkan bahawa tiga pemboleh ubah bebas 
(pemberdayaan, latihan dan komitmen) mempunyai hubungan yang signifikan dan 
dipengaruhi terhadap pemulihan perkhidmatan. Kesimpulannya, penemuan dalam 
kajian ini menunjukkan bahawa komitmen jururawat adalah faktor yang paling 
kritikal dalam pemulihan perkhidmatan. 
 
Kata Kunci: Pemulihan Perkhidmatan, kepimpinan Pengurusan Puncak, Kerja 
Berpasukan, Pemberdayaan, Latihan dan Komitmen 
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CHAPTER 1 
INTRODUCTION 
1.0 CHAPTER INTRODUCTION 
This study provides a research about the determinants of service recovery among 
public nurses. The factors affecting service recovery encompass Top Management 
Leadership, Teamwork, Empowerment, Training, and Commitment. This chapter 
will explain briefly about the study and consist of several parts. 
 
1.1 BACKGROUND OF STUDY 
There are three sectors in the economy which are primary sector (extraction, such as 
mining, agriculture and fishing), the secondary sector (manufacturing) and the 
tertiary sector which is the service sector. The services sector has a critical role in the 
process of economic growth while a major part of the inputs in the primary and the 
secondary sectors is provided by the services' sector. Services may involve transport, 
distribution and sale of goods from producer to a consumer as may happen in 
wholesaling and retailing, which depends on revolution of service industry and the 
products. Other than that, service may involve the process of providing the service to 
other people such as in an entertainment or even in the health care industry. Service 
industry involved personalized activities requiring interacting and intervention 
between people and technology or machine. However, the focus of service is 
basically by people interacting with people and serving the customer rather than 
transforming physical goods (Ramamoorthy, 2000). 
 
The contents of 
the thesis is for 
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APPENDIX A 
QUESTIONNAIRE 
 
 
 
 
 
 
 
 
Dear respected respondents: 
I am a postgraduate student of North University of Malaysia, pursuing a master in 
Msc. (Management). In order to fulfill the degree requirement, I am undertaking 
research project titled "Key Factors Influencing Service Recovery Performance in 
Nursing Services" among nurses in hospitals located in Seberang Perai, Pulau 
Pinang. You have been selected to form part of this study. This is to kindly request 
you to assist me collect the data by filling out the accompanying questionnaire. 
The information you provide will be used exclusively for academic purposes. I 
assure you that the information you give will be treated with strict confidence and at 
no time will your name appear in my report. 
 
Your cooperation will be highly appreciated. 
Sincerely, 
Dayang Nor Sarina Binti Azzeni (821021) 
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Section A: Demographic Profile 
Directions: Please select the best option that describes you 
1. Gender:  
(   ) Male               (   ) Female 
2. Ethnic Group:  
 (   ) Malay            (   ) Chinese             (   ) Indian           (   ) Others: 
____________ 
3. Age: ___________ years old 
4. Marital status:       (   ) Single               (   ) Married 
5. Religion:  
(   ) Islam                    (   ) Christian                    (   ) Buddhist        
(   ) Hindu                   (   ) Others: __________ 
6. Highest Education Level: 
(    ) SPM                 (    ) STPM            (    ) Nursing Certificate    (    ) 
Diploma       
(    ) Others : _______________ 
7. Job Position:          
(    ) Contract           (    ) Regular 
8. Employment Tenure with KKM : _________ years 
9. Department: _____________________ 
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Section B: Factors Influencing Service Recovery Performance 
Part I: Top Management Leadership 
Please circle the number of your answer based on the level of agreement with the 
following statements about factors that influenced the service recovery performance. 
Strongly 
Disagree 
Disagree 
Slightly 
Disagree 
Slightly 
Agree 
Agree 
Strongly 
Agree 
1 2 3 4 5 6 
 
 
No. Item Scale 
1 
Top management actively participates in 
quality management and improvement 
process. 
1 2 3 4 5 6 
2 
Top management strongly encourages employee 
involvement to provide quality services and 
perform improved activities.  
1 2 3 4 5 6 
3 
Top management arranges adequate resources 
for employee education and training . 
1 2 3 4 5 6 
4 
Top management discusses many quality-related 
issues in top management meetings.  
1 2 3 4 5 6 
5 
Top management pursues long-term service 
quality by nurses. 
1 2 3 4 5 6 
6 
Everyone in my department contributes to a 
team effort in handling the patient.  
1 2 3 4 5 6 
7 
I feel that I am part of a team in my department.  
1 2 3 4 5 6 
8 
My fellow colleague and I co-operate more 
often than we compete.  
1 2 3 4 5 6 
9 
The activities of the hospital require team-based 
works rather than personal achievements.  
1 2 3 4 5 6 
10 
Hospital management expects a long-term 
service quality by nurses. 
1 2 3 4 5 6 
11 
I have the authority to correct problems while 
handling patients when they occur.  
1 2 3 4 5 6 
12 
I am encouraged to handle problems with patient 
by myself.  
1 2 3 4 5 6 
13 
I do not have to get management's approval 
before I handle problems related to patient.  
1 2 3 4 5 6 
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14 
I am allowed to do almost anything to solve 
problems with patient.  
1 2 3 4 5 6 
15 
I have control over how I solve problems while 
handling patients.  
1 2 3 4 5 6 
16 
Nurses in this hospital receive continued training 
to provide good service  
1 2 3 4 5 6 
17 
Nurses in this hospital receive continuous 
training on ways to handle patient before they 
come into contact with them.  
1 2 3 4 5 6 
18 
Employees of this hospital receive training on 
how to interact with patient better  
1 2 3 4 5 6 
19 
Nurses of this hospital are trained to deal with 
patient’s complaints  
1 2 3 4 5 6 
20 
Nurses in this hospital receive training on how to 
deal with complaining patient 
1 2 3 4 5 6 
21 My values and those of the hospital's are similar. 1 2 3 4 5 6 
22 I really care about the image of this hospital. 1 2 3 4 5 6 
23 
I am proud to tell others that I work for this 
hospital. 
1 2 3 4 5 6 
24 
I am willing to put in a great deal of effort 
beyond that normally expected in order to help 
the hospital to have better future. 
1 2 3 4 5 6 
25 This company earned my complete loyalty. 1 2 3 4 5 6 
26 
This organization has a great deal of personal 
meaning for me.       
27 I don't mind dealing with complaining patient.  1 2 3 4 5 6 
28 
No patient I deal with leaves with problems 
unresolved.  
1 2 3 4 5 6 
29 
Satisfying complaining patient is a great thrill to 
me.  
1 2 3 4 5 6 
30 
I think it is important to solve problems when 
service failure occurred. 
1 2 3 4 5 6 
31 
I feel responsible to correct the problems 
occurred while handling patients. 
1 2 3 4 5 6 
32 
Satisfying complaining patients is of great 
importance to me. 
1 2 3 4 5 6 
33 
I assist my colleagues to satisfy the patients in 
the case of dissatisfaction. 
1 2 3 4 5 6 
34 I handle dissatisfied patients quite well. 1 2 3 4 5 6 
 
**The problems mentioned in the question are not in the medical field but mistakes in 
carrying out the duties as a nurse. 
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Responden yang dihormati: 
Saya seorang pelajar pascasiswazah di Universiti Utara Malaysia dalam jurusan 
Master of Science (Management). Untuk memenuhi keperluan ijazah, saya 
menjalankan projek penyelidikan bertajuk “Factors Influencing Service Recovery  in 
Nursing Services” di kalangan jururawat di hospital sekitar Seberang Perai, Pulau 
Pinang. Anda telah dipilih untuk menjadi sebahagian daripada kajian ini. Saya 
meminta anda untuk membantu saya mengumpulkan data dengan mengisi borang 
soal selidik yang disertakan. 
Maklumat yang anda berikan akan digunakan secara eksklusif untuk tujuan 
akademik. Saya memberi jaminan kepada anda bahawa maklumat yang anda berikan 
akan diberi kepercayaan yang ketat dan  tidak akan muncul nama anda dalam 
laporan saya. 
Kerjasama anda akan sangat dihargai. 
 
Yang ikhlas,  
Dayang Nor Sarina Binti Azzeni (821021) 
 
 
 
129 
 
Section A : Maklumat Peribadi 
Arahan: Sila tandakan jawapan yang menggambarkan diri anda. 
1. Jantina:  
(   ) Lelaki               (   ) Perempuan 
 
2. Kumpulan Etnik:  
(   ) Melayu                           (   ) Cina                     (   ) India            
(   ) Lain-lain: ________ (sila nyatakan) 
 
3. Umur: _______ Tahun 
  
4. Taraf Perkahwinan: 
(    ) Bujang                     (    ) Berkahwin              (    ) Bercerai 
 
5. Agama: 
(    ) Islam                (    ) Kristian                   (    ) Buddha              (    ) Hindu             
(    ) Lain-lain: _______________ (sila nyatakan) 
 
6. Taraf Pendidikan Tertinggi : 
(    ) SPM                 (    ) STPM            (    ) Sijil Kejururawatan      (    ) 
Diploma 
(    ) Lain- lain: _______________ (sila nyatakan) 
7. Taraf Jawatan: 
(    ) Kontrak                 (     ) Tetap               (    ) Sambilan 
8. Tempoh perkhidmatan bersama kementerian kesihatan: ____ tahun 
9. Jabatan/Bahagian: _____________________ 
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Seksyen B:  
Sila tandakan nombor jawapan anda berdasarkan tahap persetujuan dengan 
pernyataan berikut tentang faktor-faktor yang mempengaruhi prestasi pemulihan 
perkhidmatan. 
Sangat Tidak 
Setuju 
Tidak 
Setuju 
Agak Tidak 
Setuju 
Agak Setuju Setuju Sangat Setuju 
1 2 3 4 5 6 
 
Bil. Penyataan 
 
Skala 
 
1 
Pihak atasan terlibat secara aktif dalam 
mempertingkatkan mutu perkhidmatan kepada pesakit. 
1 2 3 4 5 6 
2 
Pihak atasan sering memberi galakan dalam 
menghasilkan perkhidmatan yang berkualiti.  
1 2 3 4 5 6 
3 
Pihak atasan mengatur sumber yang mencukupi untuk  
latihan pekerja. 
1 2 3 4 5 6 
4 
Pihak atasan membincangkan banyak isu berkaitan 
kualiti perkhidmatan dalam mesyuarat pengurusan. 
1 2 3 4 5 6 
5 
Pihak atasan mengharapkan kualiti perkhidmatan 
jangka panjang oleh jururawat. 
1 2 3 4 5 6 
6 
Semua orang di jabatan saya bertindak seperti satu 
pasukan dalam mengendalikan pesakit. 
1 2 3 4 5 6 
7 
Saya merasakan diri saya sebahagian daripada pasukan 
dalam jabatan saya. 
1 2 3 4 5 6 
8 
Saya dan rakan sekerja saling bekerjasama 
menguruskan pesakit.  
1 2 3 4 5 6 
9 
Perkhidmatan di hospital ini mengutamakan kerja 
berpasukan berbanding secara sendiri.  
1 2 3 4 5 6 
10 
Perkhidmatan yang saya berikan menjadi lebih baik 
apabila saya bekerja secara berpasukan. 
1 2 3 4 5 6 
11 
Saya mempunyai kuasa untuk membetulkan kesilapan 
semasa mengendalikan pesakit apabila ia berlaku. 
1 2 3 4 5 6 
12 
Saya digalakkan untuk menangani sendiri kesilapan 
semasa mengendalikan pesakit. 
1 2 3 4 5 6 
13 
Saya tidak perlu mendapatkan kelulusan pihak 
pengurusan dahulu sebelum saya menangani kesilapan 
yang berkaitan dengan pesakit. 
1 2 3 4 5 6 
14 
Saya dibenarkan berbuat apa-apa sahaja untuk 
menyelesaikan kesilapan terhadap pesakit. 
1 2 3 4 5 6 
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15 
Saya mempunyai kawalan ke atas tindakan saya untuk 
menyelesaikan kesilapan semasa mengendalikan pesakit. 
1 2 3 4 5 6 
16 
Jururawat di hospital ini menerima latihan berterusan 
untuk menyediakan perkhidmatan yang berkualiti 
1 2 3 4 5 6 
17 
Jururawat di hospital ini menerima latihan berterusan 
mengenai cara mengendalikan pesakit. 
1 2 3 4 5 6 
18 
Pekerja hospital ini mendapat latihan bagaimana untuk 
berinteraksi dengan pesakit dengan lebih baik 
1 2 3 4 5 6 
19 
Jururawat hospital ini dilatih untuk menangani aduan 
pesakit 
1 2 3 4 5 6 
20 
Jururawat di hospital ini menerima latihan mengenai 
bagaimana menangani kerenah pesakit yang membuat 
aduan 
1 2 3 4 5 6 
21 
Nilai murni yang ada pada diri saya adalah sama seperti 
nilai murni yang dianjurkan oleh hospital ini. 
1 2 3 4 5 6 
22 Saya sangat mengambil berat dengan imej hospital ini. 1 2 3 4 5 6 
23 
Saya berbangga untuk memberitahu orang lain bahawa 
saya bekerja di hospital ini. 
1 2 3 4 5 6 
24 
Saya sanggup memberikan usaha yang lebih untuk 
membantu hospital ini mempunyai perkhidmatan yang 
lebih baik di masa hadapan. 
1 2 3 4 5 6 
25 Hospital ini mendapat kesetiaan saya sepenuhnya. 1 2 3 4 5 6 
26 
Organisasi ini mempunyai banyak makna peribadi untuk 
saya. 
1 2 3 4 5 6 
27 
Saya tidak berkeberatan untuk berurusan dengan pesakit-
pesakit yang membuat aduan terhadap perkhidmatan 
yang diberikan oleh hospital ini. 
1 2 3 4 5 6 
28 
Saya tidak akan mengabaikan pesakit-pesakit dengan 
membiarkan masalah mereka tidak diselesaikan. 
1 2 3 4 5 6 
29 
Ianya menjadi satu kepuasan jika saya dapat 
menyelesaikan masalah yang diadukan oleh pesakit. 
1 2 3 4 5 6 
30 
Saya merasa bertanggungjawab untuk membetulkan 
masalah apabila kegagalan perkhidmatan berlaku. 
1 2 3 4 5 6 
31 
Saya rasa bertanggungjawab untuk membetulkan 
kesilapan yang berlaku semasa mengendalikan 
pesakit. 
1 2 3 4 5 6 
32 
Memuaskan pesakit yang membuat aduan adalah amat 
penting kepada saya. 
1 2 3 4 5 6 
33 
Saya membantu rakan-rakan saya untuk memuaskan 
pesakit dalam kes ketidakpuasan. 
1 2 3 4 5 6 
34 
Saya mengendalikan pesakit yang tidak berpuas hati 
dengan baik. 
1 2 3 4 5 6 
 
**Kesilapan yang dinyatakan di dalam soalan bukan dalam konteks perubatan tetapi 
kesilapan perkhidmatan semasa melakukan tugasan sebagai seorang jururawat. 
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APPENDIX B 
RELIABILITY FOR PILOT TEST 
 
a) Servive Recovery 
    
 
 
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
I don't mind dealing with 
complaining patient. 
33.33 12.136 .427 .718 
No patient I deal with 
leaves with problems 
unresolved. 
33.58 10.340 .469 .709 
Satisfying complaining 
patient is a great thrill to 
me. 
33.44 10.571 .484 .704 
I think it is important to 
solve problems when 
service failure occurred. 
33.44 10.343 .434 .720 
I feel responsible to 
correct the problems 
occurred while handling 
patients. 
33.31 11.265 .545 .696 
Satisfying complaining 
patients is of great 
importance to me. 
33.24 11.962 .420 .718 
I assist my colleagues to 
satisfy the patients in the 
case of dissatisfaction. 
33.36 13.643 .073 .765 
I handle dissatisfied 
patients quite well. 
33.53 10.482 .676 .669 
Case Processing Summary 
 N % 
 Cases Valid 45 100.0 
Excluded
a
 0 .0 
Total 45 100.0 
a. Listwise deletion based on all variables in 
the procedure. 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.741 8 
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b) Top Management Leadership 
 
    
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
Top management actively 
participates in quality 
management and 
improvement process. 
16.33 47.636 .991 .957 
Top management strongly 
encourages employee 
involvement to provide 
quality services and 
perform improved 
activities 
16.60 42.518 .980 .955 
Top management arranges 
adequate resources for 
employee education and 
training . 
15.87 55.300 .832 .985 
Top management 
discusses many quality-
related issues in top 
management meetings. 
15.93 43.291 .978 .955 
Top management pursues 
long-term service quality 
by nurses. 
16.16 38.725 .957 .967 
 
 
 
 
Case Processing Summary 
 N % 
Cases Valid 45 100.0 
Excluded
a
 0 .0 
Total 45 100.0 
a. Listwise deletion based on all variables in 
the procedure. 
Reliability Statistics 
Cronbach's Alpha N of Items 
.972 5 
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c) Teamwork 
 
 
    
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
Everyone in my 
department contributes to 
a team effort in handling 
the patient. 
18.22 34.177 .928 .929 
I feel that I am part of a 
team in my department. 
18.56 29.207 .978 .916 
My fellow colleague and I 
co-operate more often 
than we compete. 
18.58 28.840 .977 .917 
The activities of the 
hospital require team-
based works rather than 
personal achievements. 
18.58 29.477 .980 .916 
Hospital management 
expects a long-term 
service quality by nurses. 
17.98 44.659 .522 .987 
 
 
 
 
 
 
 
 
Case Processing Summary 
 N % 
Cases Valid 45 100.0 
Excluded
a
 0 .0 
Total 45 100.0 
a. Listwise deletion based on all variables in 
the procedure. 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.950 5 
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d) Empowerment 
 
 
  
 
 
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
I have the authority to 
correct problems while 
handling patients when 
they occur. 
14.02 23.340 .861 .918 
I am encouraged to handle 
problems with patient by 
myself. 
14.44 22.434 .816 .925 
I do not have to get 
management's approval 
before I handle problems 
related to patient. 
14.49 22.574 .804 .928 
I am allowed to do almost 
anything to solve 
problems with patient. 
14.29 22.528 .857 .918 
I have control over how I 
solve problems while 
handling patients. 
14.49 22.210 .825 .924 
 
 
 
 
Case Processing Summary 
 N % 
Cases Valid 45 100.0 
Excluded
a
 0 .0 
Total 45 100.0 
a. Listwise deletion based on all variables in 
the procedure. 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.937 5 
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e) Training 
 
 
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
Nurses in this hospital 
receive continued training 
to provide good service 
18.18 3.877 .278 .393 
Nurses in this hospital 
receive continuous 
training on ways to handle 
patient before they come 
into contact with them. 
18.13 3.209 .542 .138 
Employees of this 
hospital receive training 
on how to interact with 
patient better 
17.38 4.559 .599 .268 
Nurses of this hospital are 
trained to deal with 
patient’s complaints 
17.33 5.182 .403 .376 
Nurses in this hospital 
receive training on how to 
deal with complaining 
patient 
17.87 6.073 -.166 .705 
 
 
 
 
Case Processing Summary 
 N % 
Cases Valid 45 100.0 
Excluded
a
 0 .0 
Total 45 100.0 
a. Listwise deletion based on all variables in 
the procedure. 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.466 5 
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f) Commitment 
 
 
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance 
if Item Deleted 
Corrected 
Item-Total 
Correlation 
Cronbach's 
Alpha if Item 
Deleted 
My values and those of 
the hospital's are similar. 
24.22 18.268 .683 .781 
I really care about the 
image of this hospital. 
24.40 14.973 .891 .722 
I am proud to tell others 
that I work for this 
hospital. 
24.40 14.882 .900 .719 
I am willing to put in a 
great deal of effort 
beyond that normally 
expected in order to help 
the hospital to have better 
future. 
23.96 24.271 .673 .803 
This company earned my 
complete loyalty. 
23.73 27.427 .280 .847 
This organization has a 
great deal of personal 
meaning for me. 
23.84 27.134 .327 .843 
 
 
 
 
  
Case Processing Summary 
 N % 
Cases Valid 45 100.0 
Excluded
a
 0 .0 
Total 45 100.0 
a. Listwise deletion based on all variables in 
the procedure. 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.826 6 
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APPENDIX C 
NORMALITY TEST 
a) Service Recovery 
 
 
 
 
 
 
 
 
 
 
 
 
 
                                  
      b) Top Management Leadership         
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c) Teamwork 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
d) Empowerment 
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e) Training 
 
f) Commitment 
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APPENDIX D 
RELIABILITY FOR REAL DATA 
 
a) Service Recovery 
 
 
 
 
 
 
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance if 
Item Deleted 
Corrected Item-
Total Correlation 
Cronbach's Alpha 
if Item Deleted 
I don't mind dealing with 
complaining patient. 
34.61 10.544 .450 .839 
No patient I deal with leaves 
with problems unresolved. 
34.52 10.550 .510 .830 
Satisfying complaining patient 
is a great thrill to me. 
34.38 10.722 .525 .829 
I think it is important to solve 
problems when service failure 
occurred. 
34.51 10.289 .528 .829 
I feel responsible to correct the 
problems occurred while 
handling patients. 
34.53 9.901 .658 .812 
Satisfying complaining patients 
is of great importance to me. 
34.55 9.856 .677 .809 
I assist my colleagues to satisfy 
the patients in the case of 
dissatisfaction. 
34.52 10.245 .601 .819 
I handle dissatisfied patients 
quite well. 
34.55 9.839 .650 .812 
 
  
 
 
Case Processing Summary 
 N % 
Cases Valid 368 100.0 
Excludeda 0 .0 
Total 368 100.0 
a. Listwise deletion based on all variables in the 
procedure. 
Reliability Statistics 
Cronbach's Alpha N of Items 
.841 8 
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b) Top Management Leadership 
 
 
 
 
 
 
  
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance if 
Item Deleted 
Corrected Item-
Total Correlation 
Cronbach's Alpha 
if Item Deleted 
Top management actively 
participates in quality 
management and improvement 
process. 
19.63 4.184 .596 .720 
Top management strongly 
encourages employee 
involvement to provide quality 
services and perform improved 
activities 
19.59 4.727 .587 .732 
Top management arranges 
adequate resources for 
employee education and 
training . 
19.73 4.280 .570 .729 
Top management discusses 
many quality-related issues in 
top management meetings. 
19.69 3.839 .594 .723 
Top management pursues long-
term service quality by nurses. 
19.37 4.675 .441 .771 
 
   
Case Processing Summary 
 N % 
Cases Valid 368 100.0 
Excludeda 0 .0 
Total 368 100.0 
a. Listwise deletion based on all variables in the 
procedure. 
Reliability Statistics 
Cronbach's Alpha N of Items 
.777 5 
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c) Teamwork 
 
 
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance if 
Item Deleted 
Corrected Item-
Total Correlation 
Cronbach's Alpha 
if Item Deleted 
Everyone in my department 
contributes to a team effort in 
handling the patient. 
21.06 4.245 .457 .801 
I feel that I am part of a team in 
my department. 
20.97 3.918 .698 .719 
My fellow colleague and I co-
operate more often than we 
compete. 
20.91 3.981 .734 .711 
The activities of the hospital 
require team-based works rather 
than personal achievements. 
21.02 4.294 .592 .755 
Hospital management expects a 
long-term service quality by 
nurses. 
21.08 4.367 .454 .798 
 
 
 
 
 
 
Case Processing Summary 
 N % 
Cases Valid 368 100.0 
Excludeda 0 .0 
Total 368 100.0 
a. Listwise deletion based on all variables in the 
procedure. 
Reliability Statistics 
Cronbach's Alpha N of Items 
.797 5 
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d) Empowerment 
 
 
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance if 
Item Deleted 
Corrected Item-
Total Correlation 
Cronbach's Alpha 
if Item Deleted 
I have the authority to correct 
problems while handling 
patients when they occur. 
12.92 14.506 .516 .794 
I am encouraged to handle 
problems with patient by 
myself. 
13.35 12.582 .717 .731 
I do not have to get 
management's approval before I 
handle problems related to 
patient. 
13.78 12.737 .713 .733 
I am allowed to do almost 
anything to solve problems with 
patient. 
13.91 13.534 .625 .762 
I have control over how I solve 
problems while handling 
patients. 
12.79 15.437 .411 .823 
 
 
 
 
 
 
Case Processing Summary 
 N % 
Cases Valid 368 100.0 
Excludeda 0 .0 
Total 368 100.0 
a. Listwise deletion based on all variables in the 
procedure. 
Reliability Statistics 
Cronbach's Alpha N of Items 
.808 5 
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e) Training 
 
 
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance if 
Item Deleted 
Corrected Item-
Total Correlation 
Cronbach's Alpha 
if Item Deleted 
Nurses in this hospital receive 
continued training to provide 
good service 
18.48 6.610 .438 .805 
Nurses in this hospital receive 
continuous training on ways to 
handle patient before they come 
into contact with them. 
18.54 5.960 .654 .740 
Employees of this hospital 
receive training on how to 
interact with patient better 
18.41 6.270 .721 .731 
Nurses of this hospital are 
trained to deal with patient’s 
complaints 
18.50 5.586 .642 .742 
Nurses in this hospital receive 
training on how to deal with 
complaining patient 
18.58 6.016 .512 .787 
 
 
 
 
 
 
 
 
 
Case Processing Summary 
 N % 
Cases Valid 368 100.0 
Excludeda 0 .0 
Total 368 100.0 
a. Listwise deletion based on all variables in the 
procedure. 
Reliability Statistics 
Cronbach's Alpha N of Items 
.800 5 
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f) Commitment 
 
 
 
 
 
 
 
Item-Total Statistics 
 
Scale Mean if 
Item Deleted 
Scale Variance if 
Item Deleted 
Corrected Item-
Total Correlation 
Cronbach's Alpha 
if Item Deleted 
My values and those of the 
hospital's are similar. 
25.18 5.919 .281 .824 
I really care about the image of 
this hospital. 
24.98 5.204 .578 .764 
I am proud to tell others that I 
work for this hospital. 
25.08 4.724 .679 .738 
I am willing to put in a great 
deal of effort beyond that 
normally expected in order to 
help the hospital to have better 
future. 
25.03 4.920 .629 .751 
This company earned my 
complete loyalty. 
25.13 4.740 .640 .747 
This organization has a great 
deal of personal meaning for 
me. 
25.20 4.968 .534 .774 
 
 
 
 
 
 
 
 
 
Case Processing Summary 
 N % 
Cases Valid 368 100.0 
Excludeda 0 .0 
Total 368 100.0 
a. Listwise deletion based on all variables in the 
procedure. 
Reliability Statistics 
Cronbach's Alpha N of Items 
.799 6 
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APPENDIX E 
DESCRIPTIVE STATISTIC 
a) Gender 
 
Gender 
 Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid Male 5 1.4 1.4 1.4 
Female 363 98.6 98.6 100.0 
Total 368 100.0 100.0  
 
 
 
b) Ethnic Group 
 
Ethnic Group 
 Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid Malay 352 95.7 95.7 95.7 
Chinese 10 2.7 2.7 98.4 
Indian 5 1.4 1.4 99.7 
Others 1 .3 .3 100.0 
Total 368 100.0 100.0  
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c) Age 
 
Age 
 Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid 25-30 38 10.3 10.3 10.3 
31-35 74 20.1 20.1 30.4 
36-40 114 31.0 31.0 61.4 
41-45 80 21.7 21.7 83.2 
46-50 49 13.3 13.3 96.5 
>50 13 3.5 3.5 100.0 
Total 368 100.0 100.0  
 
d) Marital Status 
 
Religion 
 Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid Islam 354 96.2 96.2 96.2 
Christian 1 .3 .3 96.5 
Buddhist 8 2.2 2.2 98.6 
Hindu 5 1.4 1.4 100.0 
Total 368 100.0 100.0  
 
e) Religion 
 
Religion 
 Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid Islam 354 96.2 96.2 96.2 
Christian 1 .3 .3 96.5 
Buddhist 8 2.2 2.2 98.6 
Hindu 5 1.4 1.4 100.0 
Total 368 100.0 100.0  
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f) Highest Education Level 
Education Level 
 Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid SPM 16 4.3 4.3 4.3 
Nursing Certification 111 30.2 30.2 34.5 
Diploma 236 64.1 64.1 98.6 
Bachelor's Degree 5 1.4 1.4 100.0 
Total 368 100.0 100.0  
 
g) Employment Tenure with KKM 
Employment Tunure with KKM 
 Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid 1-10 years 73 19.8 19.8 19.8 
11-20 years 236 64.1 64.1 84.0 
21-30 years 57 15.5 15.5 99.5 
>30 years 2 .5 .5 100.0 
Total 368 100.0 100.0  
 
h) Department 
Department 
 Frequency Percent Valid Percent 
Cumulative 
Percent 
Valid ICU 30 8.2 8.2 8.2 
Ortopedik 23 6.3 6.3 14.4 
Day Care 10 2.7 2.7 17.1 
Hemodialisis 18 4.9 4.9 22.0 
Emergency 30 8.2 8.2 30.2 
Specialist 45 12.2 12.2 42.4 
Operation & Anaesthetics 33 9.0 9.0 51.4 
Pediatrics 53 14.4 14.4 65.8 
Medical 56 15.2 15.2 81.0 
Obstetrics & Gynaecology 70 19.0 19.0 100.0 
Total 368 100.0 100.0  
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APPENDIX F 
DESCRIPTIVE 
 
a) Descriptive (Mean and Standard Deviation for All Variable) 
 
Descriptive Statistics 
 
N Mean 
Std. 
Deviation Skewness Kurtosis 
Statistic Statistic Statistic Statistic Std. Error Statistic Std. Error 
Service Recovery 368 4.9005 .50695 -.429 .127 -.232 .254 
Top Management 
Leadership 
368 5.2516 .49746 -.264 .127 -.374 .254 
Teamwork 368 5.2516 .49746 -.264 .127 -.374 .254 
Empowerment 368 3.3375 .90587 -.001 .127 -.607 .254 
Training 368 4.6255 .60199 -.113 .127 -.761 .254 
Commitment 368 5.0199 .44196 .020 .127 -.209 .254 
Valid N (listwise) 368       
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b) Service Recovery 
 
Descriptive Statistics 
 N Minimum Maximum Mean Std. Deviation 
I don't mind dealing with 
complaining patient. 
368 3 6 4.85 .701 
No patient I deal with leaves 
with problems unresolved. 
368 4 6 4.93 .640 
Satisfying complaining patient 
is a great thrill to me. 
368 4 6 5.07 .586 
I think it is important to solve 
problems when service failure 
occurred. 
368 3 6 4.94 .686 
I feel responsible to correct the 
problems occurred while 
handling patients. 
368 3 6 4.93 .662 
Satisfying complaining patients 
is of great importance to me. 
368 4 6 4.90 .657 
I assist my colleagues to satisfy 
the patients in the case of 
dissatisfaction. 
368 3 6 4.93 .634 
I handle dissatisfied patients 
quite well. 
368 2 6 4.90 .682 
Valid N (listwise) 368     
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c) Top Management Leadership 
 
Descriptive Statistics 
 N Minimum Maximum Mean Std. Deviation 
Top management actively 
participates in quality 
management and improvement 
process. 
368 3 6 4.87 .711 
Top management strongly 
encourages employee 
involvement to provide quality 
services and perform improved 
activities 
368 3 6 4.91 .548 
Top management arranges 
adequate resources for 
employee education and 
training . 
368 2 6 4.77 .701 
Top management discusses 
many quality-related issues in 
top management meetings. 
368 2 6 4.82 .821 
Top management pursues long-
term service quality by nurses. 
368 3 6 5.13 .678 
Valid N (listwise) 368     
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d) Teamwork 
Descriptive Statistics 
 N Minimum Maximum Mean Std. Deviation 
Everyone in my department 
contributes to a team effort in 
handling the patient. 
368 2 6 5.20 .740 
I feel that I am part of a team in my 
department. 
368 2 6 5.29 .662 
My fellow colleague and I co-operate 
more often than we compete. 
368 3 6 5.35 .622 
The activities of the hospital require 
team-based works rather than 
personal achievements. 
368 3 6 5.24 .616 
Hospital management expects a 
long-term service quality by nurses. 
368 3 6 5.18 .701 
Valid N (listwise) 368     
 
e) Empowerment 
Descriptive Statistics 
 N Minimum Maximum Mean Std. Deviation 
I have the authority to correct 
problems while handling patients 
when they occur. 
368 1 6 3.76 1.177 
I am encouraged to handle problems 
with patient by myself. 
368 1 6 3.34 1.251 
I do not have to get management's 
approval before I handle problems 
related to patient. 
368 1 6 2.90 1.230 
I am allowed to do almost anything 
to solve problems with patient. 
368 1 6 2.78 1.203 
I have control over how I solve 
problems while handling patients. 
368 1 6 3.90 1.157 
Valid N (listwise) 368     
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f) Training 
 
Descriptive Statistics 
 N Minimum Maximum Mean Std. Deviation 
Nurses in this hospital receive 
continued training to provide good 
service 
368 3 6 4.65 .802 
Nurses in this hospital receive 
continuous training on ways to 
handle patient before they come into 
contact with them. 
368 3 6 4.59 .780 
Employees of this hospital receive 
training on how to interact with 
patient better 
368 2 6 4.71 .654 
Nurses of this hospital are trained to 
deal with patient’s complaints 
368 2 6 4.63 .886 
Nurses in this hospital receive 
training on how to deal with 
complaining patient 
368 2 6 4.55 .894 
Valid N (listwise) 368     
 
 
g) Commitment 
 
Descriptive Statistics 
 N Minimum Maximum Mean Std. Deviation 
My values and those of the hospital's 
are similar. 
368 2 6 4.94 .573 
I really care about the image of this 
hospital. 
368 4 6 5.14 .570 
I am proud to tell others that I work 
for this hospital. 
368 4 6 5.04 .642 
I am willing to put in a great deal of 
effort beyond that normally expected 
in order to help the hospital to have 
better future. 
368 4 6 5.09 .620 
This company earned my complete 
loyalty. 
368 4 6 4.99 .664 
This organization has a great deal of 
personal meaning for me. 
368 2 6 4.92 .676 
Valid N (listwise) 368     
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APPENDIX G 
 
INDEPENDENT SAMPLE T-TEST 
 
a) Gender 
 
 
Group Statistics 
 
Gender N Mean Std. Deviation 
Std. Error 
Mean 
Service Recovery Male 5 4.6000 .56569 .25298 
Female 363 4.9047 .50572 .02654 
 
 
 
Independent Samples Test 
 
Levene's 
Test for 
Equality 
of 
Variances t-test for Equality of Means 
F Sig. t df 
Sig. 
(2-
tailed) 
Mean 
Difference 
Std. Error 
Difference 
95% 
Confidence 
Interval of the 
Difference 
Lower Upper 
Service 
Recovery 
E
q
u
al
 
v
ar
ia
n
ce
s 
as
su
m
ed
 .001 .978 -
1.336 
366 .182 -.30468 .22803 -.75309 .14373 
E
q
u
al
 
v
ar
ia
n
ce
s 
n
o
t 
as
su
m
ed
 
  
-
1.198 
4.089 .296 -.30468 .25437 -
1.00494 
.39557 
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APPENDIX H 
ONE WAY ANOVA 
a) Ethnic Group 
 
 
Descriptives 
Service Recovery   
 N Mean 
Std. 
Deviation 
Std. 
Error 
95% Confidence 
Interval for Mean 
Minimum Maximum 
Lower 
Bound 
Upper 
Bound 
Malay 352 4.8949 .50522 .02693 4.8419 4.9478 3.60 6.00 
Chinese 10 5.0000 .69921 .22111 4.4998 5.5002 3.40 5.60 
Indian 5 5.0800 .10954 .04899 4.9440 5.2160 5.00 5.20 
Others 1 5.0000 . . . . 5.00 5.00 
Total 368 4.9005 .50695 .02643 4.8486 4.9525 3.40 6.00 
 
 
 
Test of Homogeneity of Variances 
Service Recovery   
Levene 
Statistic df1 df2 Sig. 
2.958
a
 2 364 .053 
a. Groups with only one case are ignored in 
computing the test of homogeneity of variance for 
Service Recovery. 
 
 
 
 
ANOVA 
Service Recovery   
 
Sum of 
Squares df Mean Square F Sig. 
Between Groups .281 3 .094 .363 .780 
Within Groups 94.039 364 .258   
Total 94.320 367    
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b) Age 
 
Descriptives 
Service Recovery   
 N Mean 
Std. 
Deviation 
Std. 
Error 
95% Confidence 
Interval for Mean 
Minimum Maximum 
Lower 
Bound 
Upper 
Bound 
25-
30 
38 4.7053 .46670 .07571 4.5519 4.8587 4.00 5.60 
31-
35 
74 4.8135 .49913 .05802 4.6979 4.9292 3.40 6.00 
36-
40 
114 4.9263 .49225 .04610 4.8350 5.0177 3.60 6.00 
41-
45 
80 4.9450 .54096 .06048 4.8246 5.0654 3.60 6.00 
46-
50 
49 5.0449 .42282 .06040 4.9235 5.1663 4.00 6.00 
>50 13 4.9231 .69060 .19154 4.5058 5.3404 4.00 6.00 
Total 368 4.9005 .50695 .02643 4.8486 4.9525 3.40 6.00 
 
 
Test of Homogeneity of Variances 
Service Recovery   
Levene 
Statistic df1 df2 Sig. 
1.333 5 362 .249 
 
 
ANOVA 
Service Recovery   
 
Sum of 
Squares df Mean Square F Sig. 
Between Groups 3.271 5 .654 2.601 .025 
Within Groups 91.049 362 .252   
Total 94.320 367    
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c) Marital Status 
 
Descriptives 
Service Recovery   
 N Mean 
Std. 
Deviation 
Std. 
Error 
95% Confidence 
Interval for Mean 
Minimum Maximum 
Lower 
Bound 
Upper 
Bound 
Single 11 4.4545 .42039 .12675 4.1721 4.7370 4.00 5.60 
Married 352 4.9102 .50378 .02685 4.8574 4.9630 3.40 6.00 
Divorced 5 5.2000 .44721 .20000 4.6447 5.7553 4.60 5.80 
Total 368 4.9005 .50695 .02643 4.8486 4.9525 3.40 6.00 
 
 
Test of Homogeneity of Variances 
Service Recovery   
Levene 
Statistic df1 df2 Sig. 
1.240 2 365 .291 
 
 
ANOVA 
Service Recovery   
 
Sum of 
Squares df Mean Square F Sig. 
Between Groups 2.669 2 1.335 5.316 .005 
Within Groups 91.650 365 .251   
Total 94.320 367    
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d) Religion 
 
Descriptives 
Service Recovery   
 N Mean 
Std. 
Deviation 
Std. 
Error 
95% Confidence 
Interval for Mean 
Minimum Maximum 
Lower 
Bound 
Upper 
Bound 
Islam 354 4.8966 .50453 .02682 4.8439 4.9493 3.60 6.00 
Christian 1 4.2000 . . . . 4.20 4.20 
Buddhist 8 5.0500 .71514 .25284 4.4521 5.6479 3.40 5.60 
Hindu 5 5.0800 .10954 .04899 4.9440 5.2160 5.00 5.20 
Total 368 4.9005 .50695 .02643 4.8486 4.9525 3.40 6.00 
 
 
Test of Homogeneity of Variances 
Service Recovery   
Levene 
Statistic df1 df2 Sig. 
2.724
a
 2 364 .067 
a. Groups with only one case are ignored in 
computing the test of homogeneity of variance for 
Service Recovery. 
 
 
ANOVA 
Service Recovery   
 
Sum of 
Squares df Mean Square F Sig. 
Between Groups .836 3 .279 1.085 .355 
Within Groups 93.484 364 .257   
Total 94.320 367    
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e) Highest Education Level 
 
Descriptives 
Service Recovery   
 N Mean 
Std. 
Deviation 
Std. 
Error 
95% Confidence 
Interval for Mean 
Minimum Maximum 
Lower 
Bound 
Upper 
Bound 
SPM 16 4.8875 .48425 .12106 4.6295 5.1455 4.00 5.60 
Nursing 
Certification 
111 5.0973 .39897 .03787 5.0223 5.1723 4.00 6.00 
Diploma 236 4.8229 .52120 .03393 4.7560 4.8897 3.40 6.00 
Bachelor's 
Degree 
5 4.2400 .62290 .27857 3.4666 5.0134 3.60 5.00 
Total 368 4.9005 .50695 .02643 4.8486 4.9525 3.40 6.00 
 
 
Test of Homogeneity of Variances 
Service Recovery   
Levene 
Statistic df1 df2 Sig. 
6.135 3 364 .000 
 
 
ANOVA 
Service Recovery   
 
Sum of 
Squares df Mean Square F Sig. 
Between Groups 7.905 3 2.635 11.099 .000 
Within Groups 86.415 364 .237   
Total 94.320 367    
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f) Employment Tenure with KKM 
 
Descriptives 
Service Recovery   
 N Mean 
Std. 
Deviation 
Std. 
Error 
95% Confidence 
Interval for Mean 
Minimum Maximum 
Lower 
Bound 
Upper 
Bound 
1-10 
years 
73 4.7562 .53150 .06221 4.6322 4.8802 3.40 5.80 
11-20 
years 
236 4.9169 .49151 .03199 4.8539 4.9800 3.60 6.00 
21-30 
years 
57 5.0140 .49260 .06525 4.8833 5.1447 4.00 6.00 
>30 
years 
2 5.0000 1.13137 .80000 -5.1650 15.1650 4.20 5.80 
Total 368 4.9005 .50695 .02643 4.8486 4.9525 3.40 6.00 
 
 
Test of Homogeneity of Variances 
Service Recovery   
Levene 
Statistic df1 df2 Sig. 
1.851 3 364 .138 
 
 
ANOVA 
Service Recovery   
 
Sum of 
Squares df Mean Square F Sig. 
Between Groups 2.339 3 .780 3.086 .027 
Within Groups 91.981 364 .253   
Total 94.320 367    
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g) Department 
 
Descriptives 
Service Recovery   
 N Mean 
Std. 
Deviation 
Std. 
Error 
95% Confidence 
Interval for 
Mean 
Minimum Maximum 
Lower 
Bound 
Upper 
Bound 
ICU 30 5.1800 .47663 .08702 5.0020 5.3580 4.00 6.00 
Ortopedik 23 4.4870 .43412 .09052 4.2992 4.6747 3.80 5.20 
Day Care 10 5.0200 .35839 .11333 4.7636 5.2764 4.40 5.40 
Hemodialisis 18 5.1000 .48628 .11462 4.8582 5.3418 4.40 6.00 
Emergency 30 4.7867 .51977 .09490 4.5926 4.9808 3.40 5.60 
Specialist 45 5.1778 .33090 .04933 5.0784 5.2772 4.60 6.00 
Operation & 
Anaesthetics 
33 4.5879 .50483 .08788 4.4089 4.7669 3.60 5.40 
Pediatrics 53 4.9132 .52698 .07239 4.7680 5.0585 3.60 6.00 
Medical 56 4.5500 .37026 .04948 4.4508 4.6492 4.00 5.40 
Obstetrics & 
Gynaecology 
70 5.1371 .39201 .04685 5.0437 5.2306 4.00 6.00 
Total 368 4.9005 .50695 .02643 4.8486 4.9525 3.40 6.00 
 
 
 
Test of Homogeneity of Variances 
Service Recovery   
Levene 
Statistic df1 df2 Sig. 
2.348 9 358 .014 
 
 
 
ANOVA 
Service Recovery   
 
Sum of 
Squares df Mean Square F Sig. 
Between Groups 25.018 9 2.780 14.360 .000 
Within Groups 69.302 358 .194   
Total 94.320 367    
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APPENDIX I 
PEARSON CORRELATION 
a) Person Correlation (all variables) 
 
Correlations 
 totaltml totaltw totalemp totaltng totalcmmt Totalsr 
totaltml Pearson 
Correlation 
1 .287
**
 .067 .293
**
 .420
**
 .150
**
 
Sig. (2-tailed)  .000 .197 .000 .000 .004 
N 368 368 368 368 368 368 
totaltw Pearson 
Correlation 
.287
**
 1 -.197
**
 -.078 .278
**
 .056 
Sig. (2-tailed) .000  .000 .136 .000 .287 
N 368 368 368 368 368 368 
totalemp Pearson 
Correlation 
.067 -.197
**
 1 .420
**
 .000 .298
**
 
Sig. (2-tailed) .197 .000  .000 .996 .000 
N 368 368 368 368 368 368 
totaltng Pearson 
Correlation 
.293
**
 -.078 .420
**
 1 .230
**
 .425
**
 
Sig. (2-tailed) .000 .136 .000  .000 .000 
N 368 368 368 368 368 368 
totalcmmt Pearson 
Correlation 
.420
**
 .278
**
 .000 .230
**
 1 .351
**
 
Sig. (2-tailed) .000 .000 .996 .000  .000 
N 368 368 368 368 368 368 
Totalsr Pearson 
Correlation 
.150
**
 .056 .298
**
 .425
**
 .351
**
 1 
Sig. (2-tailed) .004 .287 .000 .000 .000  
N 368 368 368 368 368 368 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
** correlation is significant at the 0.01 (2-tailed). 
TML (Top Management Leadership), TW (Teamwork), EMP (Empowerment), 
TNG (Training), CMMT (Commitment), SR (Service Recovery) 
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b) Person Correlation Top Management Leadership 
Descriptive Statistics 
 Mean Std. Deviation N 
TML 24.5027 2.53477 368 
Service Recovery 39.4538 3.61695 368 
 
 
Correlations 
 TML 
Service 
Recovery 
TML Pearson Correlation 1 .150
**
 
Sig. (2-tailed)  .004 
N 368 368 
Service Recovery Pearson Correlation .150
**
 1 
Sig. (2-tailed) .004  
N 368 368 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
 
c) Pearson Correlation Teamwork 
 
Descriptive Statistics 
 Mean Std. Deviation N 
totaltw 26.2582 2.48728 368 
Totalsr 39.4538 3.61695 368 
 
 
Correlations 
 totaltw Totalsr 
totaltw Pearson Correlation 1 .056 
Sig. (2-tailed)  .287 
N 368 368 
Totalsr Pearson Correlation .056 1 
Sig. (2-tailed) .287  
N 368 368 
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d) Pearson Correlation Empowerment 
 
Descriptive Statistics 
 Mean Std. Deviation N 
 Empowerment 16.6875 4.52937 368 
Service Recovery 39.4538 3.61695 368 
 
 
Correlations 
 
Empowerme
nt Service Recovery 
Empowerment Pearson Correlation 1 .298
**
 
Sig. (2-tailed)  .000 
N 368 368 
Service Recovery Pearson Correlation .298
**
 1 
Sig. (2-tailed) .000  
N 368 368 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
 
e) Pearson Correlation Training 
 
Descriptive Statistics 
 Mean Std. Deviation N 
Training 23.1277 3.00997 368 
Service Recovery 39.4538 3.61695 368 
 
 
Correlations 
 Training Service Recovery 
Training Pearson Correlation 1 .425
**
 
Sig. (2-tailed)  .000 
N 368 368 
Service Recovery Pearson Correlation .425
**
 1 
Sig. (2-tailed) .000  
N 368 368 
**. Correlation is significant at the 0.01 level (2-tailed). 
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f) Pearson Correlation Commitment 
 
 
Descriptive Statistics 
 Mean Std. Deviation N 
Commitment 30.1196 2.65179 368 
Service Recovery 39.4538 3.61695 368 
 
 
 
Correlations 
 Commitment 
Service 
Recovery 
Commitment Pearson Correlation 1 .351
**
 
Sig. (2-tailed)  .000 
N 368 368 
Service Recovery Pearson Correlation .351
**
 1 
Sig. (2-tailed) .000  
N 368 368 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
 
  
167 
 
APPENDIX J 
MULTIPLE REGRESSION 
 
Descriptive Statistics 
 Mean Std. Deviation N 
Service Recovery 39.4538 3.61695 368 
Top Management 
Leadership 
24.5027 2.53477 368 
Teamwork 26.2582 2.48728 368 
Empowerment 16.6875 4.52937 368 
Training 23.1277 3.00997 368 
Commitment 30.1196 2.65179 368 
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Correlations 
 
Service 
Recovery 
Top 
Management 
Leadership Teamwork Empowerment Training Commitment 
P
ea
rs
o
n
 C
o
rr
el
at
io
n
 
Service 
Recovery 
1.000 .150 .056 .298 .425 .351 
Top 
Management 
Leadership 
.150 1.000 .287 .067 .293 .420 
Teamwork .056 .287 1.000 -.197 -.078 .278 
Empowerment .298 .067 -.197 1.000 .420 .000 
Training .425 .293 -.078 .420 1.000 .230 
Commitment .351 .420 .278 .000 .230 1.000 
S
ig
. 
(1
-t
ai
le
d
) 
Service 
Recovery 
. .002 .143 .000 .000 .000 
Top 
Management 
Leadership 
.002 . .000 .099 .000 .000 
Teamwork .143 .000 . .000 .068 .000 
Empowerment .000 .099 .000 . .000 .498 
Training .000 .000 .068 .000 . .000 
Commitment .000 .000 .000 .498 .000 . 
N
 
Service 
Recovery 
368 368 368 368 368 368 
Top 
Management 
Leadership 
368 368 368 368 368 368 
Teamwork 368 368 368 368 368 368 
Empowerment 368 368 368 368 368 368 
Training 368 368 368 368 368 368 
totalcmmt 368 368 368 368 368 368 
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Model Summary
b
 
Model R R Square 
Adjusted R 
Square 
Std. Error of 
the Estimate 
Durbin-
Watson 
1 .532
a
 .283 .273 3.08400 1.493 
a. Predictors: (Constant), totalcmmt, totalemp, totaltw, totaltml, totaltng 
b. Dependent Variable: Totalsr 
 
 
 
ANOVA
a
 
Model 
Sum of 
Squares df Mean Square F Sig. 
1 Regression 1358.216 5 271.643 28.561 .000
b
 
Residual 3442.999 362 9.511   
Total 4801.215 367    
a. Dependent Variable: Totalsr 
b. Predictors: (Constant), totalcmmt, totalemp, totaltw, totaltml, totaltng 
 
 
 
 
 
